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INTRODUCTION

This Attachment 3-A to Exhibit 3 (Service Levels) sets forth the following:

1. For Critical Service Levels (Attachment 3-B):

- the numeric measurements for Minimum Service Levels and Expected Service Levels;

- the timing regarding the commencement of obligations for each Critical Service Level

- a cross-reference to Attachment 3-B (SLA Definitions-Tools-Methodologies) where the qualitative description of the
Performance Category and the associated Critical Service Level can be found

2. For Key Measurements (Attachment 3-B):

- the numeric measurements for Minimum Service Levels and Expected Service Levels;
- a cross-reference to Attachment 3-B (SLA Definitions-Tools-Methodologies) where the qualitative description of the
Performance Category and the associated Key Measurement can be found

3. For One Time Deliverables (Attachment 3-C):
- the timing regarding the commencement of obligations for each One Time Deliverable
- a cross-reference to Attachment 3-C (Critical Deliverables) where the qualitative description of the One Time Deliverable can be found

- designation in columns H through M with an "x" indicating to which Service Component(s) of the RFO a One Time Critical Deliverable will apply

4. For Recurring Deliverables (Attachment 3-C):
- the timing regarding the commencement of obligations for each Recurring Deliverable
- a cross-reference to Attachment 3-C (Recurring Deliverables) where the qualitative description of the Recurring Deliverable can be found

- designation in columns | through N with an "x" indicating to which Service Component(s) of the RFO a Recurring Critical Deliverable
will apply



Change Log

CCR Date Description of Change Comments
99 2/1/2014 Annual Refresh Forecast Date Changed "Annual Software & Equipment Refresh Plan" to "Annual Software &
CMDB Reporting for NW, MF, and DC |Equipment Refresh Forecast" and changed due date to align with Attachment
20-A
Changed metric reporting periods for NW, MF, and DC SLAs from Monthlv to
109 3/21/2014 Server Sev 1 and 2 Combination Update Attachment 3-A to combine Resolution Time Sev 1 and Sev 2 SLAs, and
combine the associated 'Allocation' and '% of Invoice', effective 02/01/2014.
146 02/16/2015 2014 Continuous Improvement Plan * Update to reflect the revised MSL and ESL per 2014 Continuous
Improvement
* Updated technology and refresh delivery dates on Recurring Delivery tab -
167 08/10/2015 Root Cause Analysis * Updated Root Cause Analysis Delivery on each Key Measurements tab as the
SDSG approved the Law of Low Numbers in April 2015.
*Changed "Xerox State and Local Solutions, Inc." to "Atos Governmental IT
Qutsourcing Services, LLC"
XXXX 12/01/2015 2015 Continuous Improvement Plan Update to reflect the revised MSL and ESL per 2015 Continuous Improvement
XXX 05/11/2016 HCI * Added Semi-Managed Availability SLA

* Note: CMDB Reconciliation SLAs will be deleted FY 2017 for DC, NW, and MF
(Attachments 3-A and 3-B will be updated in the future)




Critical Service Level Matrix - SERVER

[at-Risk Amount 0% |
[Pool percentage Available for Allocation 200% | [ 200% < Checksum - must equal Pool Percentage
Effective Effective Effective Effective
Jul 2016 - Jun 2017 Jul 2015 - Jun 2016 Jul 2014 - Jun 2015 Jul 2012 - Jun 2014
. ] Comm Messurement | sta Low
o o @ o @ o are jocation voice
Ref |Service Level Categories - Expected ‘ Minimum Expected ‘ Winimum Expected ‘ Winimun conureme | snarevee ‘ Allocat %ot | | e e o= s
11 Availability |
Allocation of Pool Percentage: 84%
S1.1.1  |Servers - Platinum Tier Availability 0 99.95% 99.90% 99.95% 99.90% 99.95% 99.90% Monthly st s 10.00% 0.84% No - -
5112 [Servers - Gold Tier Availability - Consolidated 0 99.92% 99.82% 99.91% 99.81% 99.90% 99.80% Monthly st s 19.00% 160% No - B -
$1.1.3  |Servers - Silver Tier Availability - Consolidated 0 99.88% 99.77% 99.87% 99.76% 99.85% 99.75% Monthly st S 16.00% 1.34% No - -
5114 |Servers - Bronze Tier Availability - Consolidated 0 99.80% 99.69% 99.78% 99.67% 99.75% 99.65% Monthly st s 16.00% 134% No - B -
$1.1.5  |Servers - Gold Tier Availability - Non-Consolidated 0 99.88% 99.77% 99.87% 99.76% 99.85% 99.75% Monthly st S 11.00% 0.92% No - -
5116 [Servers - Silver Tier Availability - Non-Consolidated 0 99.84% 99.73% 99.82% 99.72% 99.80% 99.70% Monthly st s 9.00% 0.76% No - B -
$1.1.7  |Servers - Bronze Tier Availability - Non-Consolidated 0 99.76% 99.64% 99.73% 99.62% 99.70% 99.60% Monthly st S 9.00% 0.76% No - -
5118 |Federal Application Availability 0 99.92% 99.91% 99.91% 99.91% 99.90% 99.90% Monthly st s 5.00% 0.42% No - B -
SL112_|Servers - Semi-Managed Availal 51 99.50% 99.30% /A /A /A /A /A /A Monthly oL s 5.00% 0.42% No - -
Checsum > __ 10000%
12 Incident and Problem
Allocation of Pool Percentage: 32%
T - ESL T2 Misses = 651 T2 Wisses - £5L
R1215 on Time - 2 : : : : 97.50% 96.00% Monthl = ® 80.00% 256% Yes
Resolution Time - Sev 1 and 2- Server 0 97.98% 96.39% 97.75% 96.20% v e v ot
TMiss = ESL 12 Misses = ESL EsL
R1235 ion Time - E : : : : 97.50% 96.00% Monthi = R 2000% 060% Yes
Resolution Time - Sev 3 and 4 - Server 0 97.98% 96.39% 97.75% 96.20% v e e ol
Checsum > 10000%
13 Cross Functional
Allocation of Pool Percentage:  63%
T - ESL T3 Misses = 651 15 Misses = £5L
R13.15 i il - . . . . 95.00% 90.00% Monthl csL R 18.00% 113% Yes
Service Request Fulfillment - Server 0 95.95% 90.98% 95.50% 90.50% v i st e Miee - oL 10 Miosor - 5L
R1.3.25 |Solution Proposal Delivery - Server 2 95.95% 90.98% 95.50% 90.50% 95.00% 90.00% Monthly st R 18.00% 1.13% No - - -
R13.35 |Solution Implementation - Server 0 95.95% 90.98% 95.50% 90.50% 95.00% 90.00% Monthly st R 18.00% 113% No B B B
R1.3.45 |CMDB Reconciliation - Server 4 98.38% 95.49% 98.20% 95.25% 98.00% 95.00% Monthly st R 18.00% 1.13% No - - -
R13.55 |License and Maintenance Renewal Timeliness - Server 0 99.19% 98.20% 99.10% 98.10% 99.00% 98.00% Monthly st R 10.00% 063% Yes Attachment 3-8 Attachment 3-8 Attachment 3-8
Thiss - ESL T3 Misses - 5L TS Misses - ESL
71365 invoice Dispute Resolution - : : : : 95.00% 90.00% Monthi = R 18.00% 113% Yes
Invoice Dispute Resolution - Server 0 95.95% 90.98% 95.50% 90.50% y v ociiiro It
Checaum > __ 10000%
14 Other Service Delivery
Allocation of Pool Percentage: _ 21%
U1.4.15 | Successful Backups - Consolidated - Server o 99.19% 97.29% 99.10% 97.15% 99.00% 97.00% Monthly st u 40.00% 0.84% No - - -
U1.4.25 [successful Backups - Non-Consolidated - Server 0 97.57% 95.49% 97.30% 95.25% 97.00% 95.00% Monthly st U 25.00% 053% No B B B
Tiss - ESL T2 Misses - 5L T2 Misses - E5L
1435 [successtul Recoveries - server : ; : . 99.00 o8, Monthi = u 35.00% 07% Yes
Successhul R se ° 9919% 98.20% 9910% s810% % oo v 2 Misses = MsL 34 Misses = MisL 3.4 Misses = MSL
Checaum > __ 10000%

Notes:

(1) Number of Months after Commencement Date when the Service Provider is responsible for Service Level performance and Service Level Credits due for Service Level Default.

(2) ESL shall have the same meaning as Expected Service Level
(3) MiSL shall have the same meaning as Minimum Service Level.

(4) The SLA result willintially be calculated based upon the algorithm specified in Attachment 3-B. If the resultis less than the Service Level target, then the performance for this Service Level shall be reported as set forth in Attachment 3-A




Key Measurements Matrix - SERVER

Effective
Jul 2015-Jun 2016

Effective
Jul 2014-Jun 2015

Effective
Jul 2012-Jun 2014

Comm

Low Volume Alternative

Calculation

@

Volume (Denominator)
19

Volume (Denominator)
1025

Attachment 3-8

Attachment 3-8

No

1 Miss = ESL
2 Misses = MSL

1 Miss = MSL.

1 Miss = MSL.

o 5 ™ t| A
Ref |service Level Categories O | e | wmn® | e | vinimm® | peted® | v [ Mosrement | & share Type
2.1 Incident and Problem
R2.1.15  |Root Cause Analysis Delivery - Server 0 98.38% 96.39% 98.20% 96.20% 98.00% 96.00% Monthly (KM R
R2.1.25 | Corrective Actions - Server 0 95.95% 90.98% 95.50% 90.50% 95.00% 90.00% Monthly (KM R
22 Cross Functional
R2.2.15 | change Management Effectiveness - Server 0 96.76% 93.68% 96.40% 93.35% 96.00% 93.00% Monthly KM R
R2.2.25 | DR Test Report Delivery - Server 0 95.95% 90.98% 95.50% 90.50% 95.00% 90.00% Monthly (KM R
R2.2.35 | DR Test Plan Objectives Met - Server 0 95.95% 90.98% 95.50% 90.50% 95.00% 90.00% Monthly (KM R
I 23 I Other Service Delivery SLAs | | |
| U23.3s Ioﬁ-site Media Management - Server 0 95.95% 90.98% 95.50% 90.50% 95.00% 90.00% | Monthly |KM| u

Notes:

(1) Number of Months after Commencement Date when the Service Provider is responsible for Service Level performance and Service Level Credits due for Service Level Default.

(2) ESL shall have the same meaning as Expected Service Level.
(3) ML shall have the same meaning as Minimum Service Level.

(4) The SLA result willintially be calculated based upon the algorithm specified in Attachment 3-B. If the result is less than the Service Level target, then the performance for this Service Level shall be reported as set forth in Attachment 3-A.

No




cal Service Level Matrix - DATA CENTER

[at-Risk Amount 0% |
[Pool Percentage Available for Allocation 100% | [ 100% <- Checksum - must equal Pool Percentage
Effective Effective Effective
Jul 2015 - Jun 2016 Jul 2014 - Jun 2015 Jul 2012 - Jun 2014
. . Comm Measurement stA oc Low Volume Alternati Volume
@ inimum® @ inimum® @ inimum®
Ref Service Level Categories +most Expected Minimum! Expected Minimum! Expected! Minimum! Window. s ShareType | % of Invoice e ) 125
11 Availability |
Allocation of Pool Percentage:  30%
51111 |Data Center Availability [ o 99.92 99.77 99.91 99.76 99.90% 99.75% Monthly cst s [ 3.00% No -
Checksum ->  ##
12 Incident and Problem |
Allocation of Pool Percentage:  25%
o 1 Miss = ESL
R1.2.4D [Resolution Time - Sev 1/2/3/4 - Data Center 0 97.98% 96.39% 97.75% 96.20% 97.50% 96.00% Monthly cst R ) 2.50% Yes 2 Misses = MSL
Checksum ->  ##
13 Cross Functional |
Allocation of Pool Percentage:  20%
" 1 Miss =ESL
R13.10 [Service Request Fulfillment - Data Center 0 95.95% 90.98% 95.50% 90.50% 95.00% 90.00% Monthly cst R ## 036% Yes 5 Missos e ML
R13.2D Solution Proposal Delivery - Data Center 0 95.50% 90.50% 95.50% 90.50% 95.00% 90.00% Monthly cst R [ 036% No -
R1330D |Solution Implementation - Data Center 0 95.00% 90.00% 95.00% 90.00% 95.00% 90.00% Monthly cst R [ 036% No -
R13.4D |cMDB Reconciliation - Data Center 4 98.38% 95.49% 98.20% 95.25% 98.00% 95.00% Annually cst R [ 036% No -
R135D |License and Maintenance Renewal Timeliness - Data Center 0 99.00% 98.00% 99.00% 98.00% 99.00% 98.00% Monthly cst R [ 036% Yes Attachment 3-B
" ” " 1 Miss = ESL
R13.6D [invoice Dispute Resolution - Data Center 0 95.95% 90.98% 95.50% 90.50% 95.00% 90.00% Monthly cst R ## 0.20% Yes S Moo st
Checksum-> it
1.4 Other Service Delivery I
Allocation of Pool Percentage:  25%
U1.4.4D |off-Site Media Management - Data Center [ o 95.95% 90.98% 95.50% 90.50% 95.00% 90.00% Monthly csL u [ 2.50% No -
Checksum->  100.00%
Notes:

(1) Number of Months after Commencement Date when the Service Provider is responsible for Service Level performance and Service Level Credits due for Service Level Default.

(2) ESL shall have the same meaning as Expected Service Level.
(3) ML shall have the same meaning as Minimum Service Level.

(4) The SLA result willintially be calculated based upon the algorithm specified in Attachment 3-B. If the resultis less than the Service Level target, then the performance for this Service Level shall be reported as set forth in Attachment 3-A.




Key Measurements Matrix - DATA CENTER

Effective
Jul 2015 - Jun 2016

Effective
Jul 2014 - Jun 2015

Effective
Jul 2012 - Jun 2014

. X Comm o . " . - o | m e | A
| Ref |Serv|ce Level Categories most! Expected® Minimum® Expected® Minimum® Expected®” | Minimum® | M ErmEn = Share Type

2.1 Incident and Problem
R2.1.1D |Root Cause Analysis Delivery - Data Center [) 98.20% 96.20% 98.20% 96.20% 98.00% 96.00% Monthly ~ |KIV| R
R2.1.2D |corrective Actions - Data Center o 95.95% 90.98% 95.50% 90.50% 95.00% 90.00% Monthly  |KV| [

2.2 Cross Functional
R22.1D | Change Management Effectiveness - Data Center o 96.76% 93.68% 96.40% 93.35% 96.00% 93.00% Monthly [k R
R2.2.2D |DR Test Report Delivery - Data Center [} 95.95% 90.98% 95.50% 90.50% 95.00% 90.00% Monthly ~ |KIV] R
R2.23D | DR Test Plan Objectives Met - Data Center o 95.95% 90.98% 95.50% 90.50% 95.00% 90.00% Monthly  |KV| [

Notes:

(1) Number of Months after Commencement Date when the Service Provider is responsible for Service Level performance and Service Level Credits due for Service Level Default.

(2) ESL shall have the same meaning as Expected Service Level.
(3) ML shall have the same meaning as Minimum Service Level.

(4) The SLA result willintially be calculated based upon the algorithm specified in Attachment 3-B. If the result is less than the Service Level target, then the performance for this Service Level shall be reported as set forth in Attachment 3-A.

Low Volume Alternative Volume Volume
Calculation 19 1025

Yes Attachment 3-B Attachment 3-B

No - -

Ves 1 Miss = ESL 1 Miss = ESL
2 Misses = MSL 2 Misses = MsL

Yes 1 Miss = ML -

Yes 1 Miss = ML -




al Service Level Mat

[at-Risk Amount [ 0% |
[Pool Percentage Available for Allocation [ 100 | | 100% <- Checksum - must equal Pool Percentage
Effective Effective Effective
Jul 2015 - Jun 2016 Jul 2014 - Jun 2015 Jul 2012 - Jun 2014
. : Comm Measurement SLA oc Low Volume Alternative Volume (Denominator)
o i o i @
Ref Service Level Categories +most Expected! Minimum!' Expected Minimum!' Expected! Window o Share Type i~ % of Invoice o) o
11 Availability |
Allocation of Pool Percentage:  30%
$1.1.10 |Network Availability I 0 99.99% 99.95% 99.99% 99.95% 99.99% 99.95% Monthly csL S ## 3.00% No

Checksum > ##

12 Incident and Problem I

Allocation of Pool Percentage:  25%

1 Miss =ESL

R1.2.4N [Resolution Time - Sev 1/2/3/4 - Network 0 97.98% 96.39% 97.75% 96.20% 97.50% 96.00% Monthly cst R # 2.50% Yes 2 Misses = MSL

Checksum > ##

13 Cross Functional I

Allocation of Pool Percentage: ~ 45%

RL3.N  [Service Request Fulfillment - Network 0 95.95% 90.98% 95.50% 90.50% 95.00% 90.00% Monthly st R # 0.68% Yes
RL3.2N_|solution Proposal Delivery - Network 0 95.00% 90.00% 95.00% 90.00% 95.00% 90.00% Monthly osL R | 0.68% No
R133N_[solution Implementation - Network 0 95.00% 90.00% 95.00% 90.00% 95.00% 90.00% Monthly osL R | 0.68% No
R13.4N | CMDB Reconciliation - Network 4 98.38% 95.49% 98.20% 95.25% 98.00% 95.00% Annually osL R | 0.90% No
RL3.5N_|License and Maintenance Renewal Timeliness - Network 0 99.00% 98.00% 99.00% 98.00% 99.00% 98.00% Monthly [ R # 0.45% Yes Attachment 3-8
ice D i 1 Miss = ESL
RL3.6N [Invoice Dispute Resolution - Network 0 95.00% 90.00% 95.00% 90.00% 95.00% 90.00% Monthly csL R ## 0.23% Yes 2 Misses = MSL
. 1 Miss = ESL
R137N [Change Management Effectiveness - Network 0 96.76% 93.68% 96.40% 93.35% 96.00% 93.00% Monthly csL R ## 0.90% Yes 2 Misses = MSL
Checksum -> 100.00%

Notes:

(1) Number of Months after Commencement Date when the Service Provider is responsible for Service Level performance and Service Level Credits due for Service Level Default.

(2) ESL shall have the same meaning as Expected Service Level.

(3) ML shall have the same meaning as Minimum Service Level.

(4) The SLA result willintially be calculated based upon the algorithm specified in Attachment 3-B. If the result is less than the Service Level target, then the performance for this Service Level shall be reported as set forth in Attachment 3-A.



Key Measurements Matrix - NETWORK

Effective
Jul 2015 - Jun 2016

Effective
Jul 2014 - Jun 2015

Effective
Jul 2012 - Jun 2014

Low Volume Alternative
Calculation”

Volume (Denominator)

Volume (Denominator)

. X Comm o " o o o | m e | st
| Ref |Serv|ce Level Categories ) Expected? Minimum® Expected® Minimum® Expected” | Minimum® | Vooooremen Share Type
+mos Window | Type
2.1 Incident and Problem
R2.1IN  |Root Cause Analysis Delivery - Network [) 98.38% 96.39% 98.20% 96.20% 98.00% 96.00% Monthly | KM R
R2.1.2N | corrective Actions - Network o 95.95% 90.98% 95.50% 90.50% 95.00% 90.00% Monthly | KM R
2.2 Cross Functional
R2.2.2N_|DR Test Report Delivery - Network o 95.95% 90.98% 95.50% 90.50% 95.00% 90.00% Monthly |__Km R
R2.23N | DR Test Plan Objectives Met - Network o 95.95% 90.98% 95.50% 90.50% 95.00% 90.00% Monthly | KM R

Notes:

(1) Number of Months after Commencement Date when the Service Provider is responsible for Service Level performance and Service Level Credits due for Service Level Default.

(2) ESL shall have the same meaning as Expected Service Level.
(3) ML shall have the same meaning as Minimum Service Level.

(4) The SLA result willintially be calculated based upon the algorithm specified in Attachment 3-B. If the result is less than the Service Level target, then the performance for this Service Level shall be reported as set forth in Attachment 3-A.

< 0-25

Yes Attachment 3-8 Attachment 3-8
No - -

Yes| 1 Miss = MSL -

Yes 1 Miss = MSL -




cal Service Level Matrix - MAINFRAME

[at-Risk Amount 10%
[Pool Percentage Available for Allocation 100% | [ 100% <- Checksum - must equal Pool Percentage
Effective Effective Effective
Jul 2015 - Jun 2016 Jul 2014 - Jun 2015 Jul 2012 - Jun 2014
N . Comm Measurement SLA oc Low Vot Alte it Volume
@ —1 @ —1 @ —1
Ref Service Level Categories +most Expected Minimum! Expected! Minimum! Expected! Minimum! Window. s ShareType | % of Invoice e ) 125
11 Availability |
Allocation of Pool Percentage:  30%
$1.1.9 | Mainframe Availability 0 99.92% 99.73% 99.91% 99.72% 99.90% 99.70% Monthly csL s #i) 3.00% No -
Checksum ->  ##
12 Incident and Problem |
Allocation of Pool Percentage:  15%
" . " 1 Miss = ESL
R1.2.4M |Resolution Time - Sev 1/2/3/4 - Mainframe 0 97.98% 96.39% 97.75% 96.20% 97.50% 96.00% Monthly csL R #i) 1.50% Yes 2w ML
isses =
Checksum ->  ##
13 Cross Functional |
Allocation of Pool Percentage: ~ 35%
R1.3.1IM [service Request Fulfillment - Mainframe 0 95.95% 90.98% 95.50% 90.50% 95.00% 90.00% Monthly csL R #it) 0.63% Yes 2 iv‘Mlss = EI\?ILSL
isses =
R1.3.2M [Solution Proposal Delivery - Mainframe 0 95.50% 90.50% 95.50% 90.50% 95.00% 90.00% Monthly csL R # 0.63% No -
R1.3.3M [Solution Implementation - Mainframe 0 95.00% 90.00% 95.00% 90.00% 95.00% 90.00% Monthly csL R # 0.63% No -
R1.3.4M |CMDB Reconciliation - Mainframe 4 98.38% 95.49% 98.20% 95.25% 98.00% 95.00% Annually csL R # 0.35% No -
R1.3.5M [License and Maintenance Renewal Timeliness - Mainframe 0 99.00% 98.00% 99.00% 98.00% 99.00% 98.00% Monthly csL R # 0.63% Yes Attachment 3-B
R1.3.6M [Invoice Dispute Resolution - Mainframe 0 95.95% 90.98% 95.50% 90.50% 95.00% 90.00% Monthly csL R #it) 0.63% Yes 2 iv‘Mlss = EI\?ILSL
isses =
Checksum > #i
1.4 Other Service Delivery I
Allocation of Pool Percentage:  20%
ul4im Backups - Cc i - 0 99.19% 97.29% 99.10% 97.15% 99.00% 97.00% Monthly csL u # 1.00% No -
U1.4.3M [Successful Recoveries - Mainframe 0 99.19% 98.20% 99.10% 98.10% 99.00% 98.00% Monthly csL u #i) 1.00% Yes 2 iv‘MISS = EleLSL
isses =
Checksum->  100.00%

Notes:

(1) Number of Months after Commencement Date when the Service Provider is responsible for Service Level performance and Service Level Credits due for Service Level Default.

(2) EsL shall have the same meaning as Expected Service Level.
(3) MsL shall have the same meaning as Minimum Service Level.
(4) The SLA result willintially be calculated based upon the algorithm specified in Attachment 3-B. If the result is less than the Service Level target, then the performance for this Service Level shall be reported as set forth in Attachment 3-A.




Key Measurements Mat

- MAINFRAME

Effective
Jul 2015 - Jun 2016

Effective
Jul 2014 - Jun 2015

Effective
Jul 2012 - Jun 2014

o 5 Comm Measurement | A Low Volume Alternative Volume (Denominator) Volume (Denominator)
@ inimum® @ inimum® @ inimum®
Ref Service Level Categories + mos) Expected! Minimum! Expected! Minimum! Expected' Minimum! Window | Ty Share Type o) a0 en
2.1 Incident and Problem
R2.LIM |Root Cause Analysis Delivery - Mainframe 0 98.38% 96.39% 98.20% 96.20% 98.00% 96.00% Monthly |V R Yes Attachment 3-B Attachment 3-B
R2.1.2M |Corrective Actions - Mainframe 0 95.95% 90.98% 95.50% 90.50% 95.00% 90.00% Monthly  [KIV| R No -
22 Cross Functional
. . 1 Miss = ESL
R2.2.IM |Change Management Effectiveness - Mainframe 0 96.76% 93.68% 96.40% 93.35% 96.00% 93.00% Monthly ~ [KN| R Yes 5 Missos - ML
R2.2.2M |DR Test Report Delivery - Mainframe 0 95.95% 90.98% 95.50% 90.50% 95.00% 90.00% Monthly  |KM| R Yes 1 Miss = MSL
R2.2.3M |DR Test Plan Objectives Met - Mainframe 0 95.95% 90.98% 95.50% 90.50% 95.00% 90.00% Monthly [ R Yes 1 Miss = ML
I 23 I Other Service Delivery ‘ ‘ I ‘ [ [
| u2:3:5M [Batch processing Completed within Window 0 90.60% | 99.10% 90.50% | 99.00% | Monthy | km v | No g

Notes:

(1) Number of Months after Commencement Date when the Service Provider is responsible for Service Level performance and Service Level Credits due for Service Level Default.

(2) EsL shall have the same meaning as Expected Service Level.
(3) MsL shall have the same meaning as Minimum Service Level.

(4) The SLA result will intially be calculated based upon the algorithm specified in Attachment 3-B. If the result is less than the Service Level target, then the performance for this Service Level shall be reported as set forth in Attachment 3-A.




One Time Critical Deliverables

An "x" indicates the Service Component a Recurring Deliverable will apply to®
. q " Frequenc q
Attachment 3-C . . o Final Due Acceptance Review Deliverable dq | Y . Print & Data
q Critical Deliverable Description (1) . 2) Credit msl Mainframe Server . Network
Section Reference Date Period ($s) N Mail Center
Applied
30d fter final di
11 Complete Asset Inventory and CMDB Initial Data Population +4 ad ad;re inal due $75,000 monthly X X X X X X
12 Transition Readiness Plan -1 7 days after final due date $50,000 weekly x x x x x x
. (1) Effective +2 30 days after final due
13 T tion Pl 60,000 monthl X X X X X X
ransition Plan (2) August 19, 2012 date s v
14 Transformation Plan (1) Effective + 4 30 days after final due $75,000 monthly x x x M x x
(2)+4 date
(1) Effective +2
2)-0.5 30d fter final di
15 Service Management Manual (;b)) +15 ad ad;re inal due $45,000 monthly X X X X X X
(3)+6
30 days after final di
16 New Customer Integration Plan +12 avs ad;'e inat due $5,000 monthly M M M X X X
1.7 Updated Disaster Recovery Plans (1+0 30 days after final due $45,000 monthly X X X X X X
(2)+6 date
18 < Intentionally Left Blank > x N/A N/A N/A N/A N/A
1)-2
(2) January 1, 2013
30 days after final di
1.9 Consolidated Data Center Network Improvement Plan (3) April 1, 2013 aysa d:t'e inat due N/A monthly X N/A N/A N/A N/A X
(4) According to
Attachment 20A
Notes:

(1) Number of Months before (indicated with a minus (-)) or after (indicated with a plus (+)) Commencement Date (or other specified date) when the Deliverable is due
(2) "N/A" indicates that the Critical Deliverable is not applicable to this Service Component




Recurring Deliverables

An "x" indicates the Service Component a Recurring Deliverable will apply to'

(2)

. . Frequenc .
Attachment 3-C ) . L Final Due Acceptance Deliverable d ) Y ) Print & Data
N Recurring Deliverable Description 1) R R @ Credit MSI Mainframe Server N Network
Section Reference Date Review Period ($s) . Mail Center
Applies
Annually on 30 days after
21 50,000 thi
Annual Technology Plan July 15th final due date B monthly X X X X X X
22 Annual Transformation Plan Annually on 30 days after $55,000 monthly x N/A X N/A N/A X
May 1st final due date
Annually on 30 days after
23 hnol 50,000 thi
i for and Software July 15th final due date $ monthly X X X X X X
In accordance with 30 days after
24 Al | Equi t & Soft: Refresh F t 50,000 th
nnual Equipmen oftware Refresh Forecast Attachment 20-A final due date $ monthly X X X X X X
30d: fti
25 Annual Security Plan Annually on October Ist 20 days atter $50,000 monthly x X x x M X
final due date
In accordance with 30 days after
2.6 i iati 50,000 th
Security Assessment Remediation Attachment 17-C final due date $50, monthly X X X X X X
Upon first anniversary of
. . . 30 days after
2.7 CMDB Configuration Item Reconciliation Commencement; Annually on ) $50,000 monthly X X X N/A N/A X
final due date
July 1st thereafter
2.8 < Intentionally Left Blank > X N/A N/A N/A N/A N/A
29 < Intentionally Left Blank > X N/A N/A N/A N/A N/A
Three (3 ths aft 30 days afte
2.10 Customer Satisfaction Improvement Plan ree )mﬁn s arer ) ays arter $50,000 monthly X X X X X X
completion of 2.9 final due date
Three (3) months after
" 30 days after
211 Disaster Recovery Test Plan and Schedule Commencement and annually | $57,000 monthly X X X X X X
final due date
thereafter
Three (3) months after
N N 30 days after
212 Security Patch Compliance Report Commencement; on October $50,000 monthly X N/A X N/A N/A X

1st annually thereafter

final due date

Notes:

(1) Number of Months before (indicated with a minus (-)) or after (indicated with a plus (+)) Commencement Date (or other specified date) when the Deliverable is due
(2) "N/A" indicates that the Critical Deliverable is not applicable to this Service Component




One Time Critical Deliverables

An "x" indicates the Service C a Recurring Delit will apply to®
. . . Frequenc .
Attachment 3-C . . L Final Due Accep Review | D - ) v . Print & Data
q Critical Deliverable Description (1) . - 2) Credit msl| Mainframe Server . Network
Section Reference Date!' Period Credit ) Mail Center
Applied
11 Complete Asset Inventory and CMDB Initial Data Population +4 30days a::t;""a' due $15,000 monthly M M M M M X
1.2 Transition Readiness Plan -1 7 days after final due date! $7,500 weekly X X X X X X
. (1) Effective +2 30 days after final due
13 8,000 thi
Transition Plan (2) August 19, 2012 date $8, monthly X X X X X X

14 Transformation Plan @ E:fze)cilze 4 30days aii;ﬁnal due $15,000 monthly X X X X X X

(1) Effective + 2
15 Service Management Manual (22;);055 30days a:;;ﬁnal due $8,000 monthly X X X X X X

(3)+6
30d fter final d
1.6 New Customer Integration Plan +12 avs ad;; inatdue $4,000 monthly X X x X X X
17 Updated Disaster Recovery Plans g; :g 30days a::t;f'"a' due $8,000 monthly M M X X X X
1.8 <Intentionally Left Blank > X N/A N/A N/A N/A N/A
(1)-2
(2)January 1, 2013 )
30d fter final d

19 Consolidated Data Center Network Improvement Plan (3) April 1, 2013 o e N/A monthly X N/A N/A N/A N/A x

(4) According to

Attachment 20A

Notes:

(1) Number of Months before (indicated with a minus (-)) or after (indicated with a plus (+)) Commencement Date (or other specified date) when the Deliverable is due
(2) "N/A" indicates that the Critical Deliverable is not applicable to this Service Component



Recurring Deliverables

An "x" indicates the Service Component a Recurring Deliverable will apply to

)

. . Frequenc )
Attachment 3-C ) . L Final Due Acceptance | Deliverable q 5 Y ) Print & Data
N Recurring Deliverable Description 1) N R @) Credit MsI Mainframe Server ! Network
Section Reference Date' Review Period|  Credit A Mail Center
Applies
Annually on 30 days after
21 12,500 thi
Annual Technology Plan July 15th final due date S monthly X X X X X X
22 Annual Transformation Plan Annually on 30 days after N/A monthly x N/A x N/A N/A x
May 1st final due date
Annually on 30 days after
23 hnol 12,500 thi
i for and Software July 15th final due date $ monthly X X X X X X
In accordance with 30 days after
24 Al | Equi t & Soft: Refresh F t 12,500 thi
nnual Equipmen oftware Refresh Forecast Attachment 20-A final due date $ monthly X X X X X x
30d ft
25 Annual Security Plan Annually on October st | >0 CoY® aer $12,500 monthly X x X M x X
final due date
In accordance with 30 days after
2.6 S ity A t Re diati 12,500 monthls X X X X X X
ecurity Assessment Remeciation Attachment 17-C final due date s v
U first i f
) ) o pon first anniversary of 30 days after
2.7 CMDB Configuration Item Reconciliation Commencement; Annually ) N/A monthly X X X N/A N/A X
final due date
on July 1st thereafter
2.8 < Intentionally Left Blank > X N/A N/A N/A N/A N/A
29 < Intentionally Left Blank > X N/A N/A N/A N/A N/A
Three (3 ths aft 30d s
2.10 Customer Satisfaction Improvement Plan ree (3) n.wn s arter y ays arter $12,500 monthly X X X X X X
completion of 2.9 final due date
Three (3) months after
" 30 days after
211 Disaster Recovery Test Plan and Schedule Commencement and final due date $15,000 monthly X X X X X X
nnually thereafter
TTTET (5] TOTTCTS aTieT
212 Security Patch Compliance Report Commencement; on 30 days after N/A monthly X N/A X N/A N/A X

October 1st annually

final due date

Notes:

(1) Number of Months before (indicated with a minus (-)) or after (indicated with a plus (+)) Commencement Date (or other specified date) when the Deliverable is due
(2) "N/A" indicates that the Critical Deliverable is not applicable to this Service Component




One Time Critical Deliverables

An "x" indicates the Service C a Recurring Delit will apply to®
. 5 liverabl Frequenc q
Attachment 3-C . . L Final Due Accep Review | D - ) v . Print & Data
q Critical Deliverable Description (1) . - 2) Credit msl| Mainframe Server . Network
Section Reference Date' Period Credit ) Mail Center
Applied
11 Complete Asset Inventory and CMDB Initial Data Population +4 30days a:;;ﬁnal due $3,000 monthly X X X X X X
1.2 Transition Readiness Plan -1 7 days after final due date! $2,000 weekly X X X X X X
. (1) Effective + 2 30 days after final due
13 3,000 thi
Transition Plan (2) August 19, 2012 date $3, monthly X X X X X X
14 Transformation Plan (1) Effective + 4 30 days after final due $3,000 monthly X X X x x x
(2)+4 date
(1) Effective + 2
N (2)-0.5 30 days after final due
15 Service Management Manual (2b)+15 date $2,000 monthly X X X X X X
(3)+6
30d fter final d
1.6 New Customer Integration Plan +12 avs ad;; inatdue $1,000 monthly X X x X X X
17 Updated Disaster Recovery Plans g; :g 30days a::t;f'"a' due $3,000 monthly M M X X X X
1.8 < Intentionally Left Blank > X N/A N/A N/A N/A N/A
(1)-2
(2)January 1, 2013 )
30d fter final d
19 Consolidated Data Center Network Improvement Plan (3) April 1, 2013 o e $8,000 monthly X N/A N/A N/A N/A x
(4) According to
Attachment 20A
Notes:

(1) Number of Months before (indicated with a minus (-)) or after (indicated with a plus (+)) Commencement Date (or other specified date) when the Deliverable is due
(2) "N/A" indicates that the Critical Deliverable is not applicable to this Service Component




Recurring Deliverables

@)

An "x" indicates the Service Component a Recurring Deliverable will apply to'
. f Frequenc .
Attachment 3-C . . . Final Due Acceptance | Deliverable LSy . Print & Data
N Recurring Deliverable Description (1) N R @ Credit Mmsi Mainframe Server N Network
Section Reference Date' Review Period Credit’ . Mail Center
Applies
Annually on 30 days after
21 3,500 th
Annual Technology Plan July 15¢h final due date $3,! monthly X X X X X X
22 Annual Transformation Plan Annually on 30 days after $3,500 monthly X N/A X N/A N/A X
May 1st final due date
) Annually on 30 days after
23 5,000 th
Technology Roadmap for Equipment and Software July15th final due date S5, monthly X x X x X X
N In accordance with 30 days after
24 3,500 th
Annual Equipment & Software Refresh Forecast Attachment 20-A final due date $3, monthly X X x X X X
25 Annual Security Plan Annually on October 15t | 20 d2¥s after $3,500 monthly x x x x x x
final due date
In accordance with 30 days after
2.6 St ity A 1t R diati 5,000 thi
ecurity Assessment Remediation Attachment 17-C final due date s monthly X X X X X X
] - Upon first anniversary of [0
2.7 CMDB Configuration Item Reconciliation Commencement; Annually | 0t $3,500 monthly x x x N/A N/A x
on July 1st thereafter
2.8 < Intentionally Left Blank > x N/A N/A N/A N/A N/A
29 < Intentionally Left Blank > x N/A N/A N/A N/A N/A
210 Customer Satisfaction Improvement Plan Three (3) months after | 30 days after $3,500 monthly x x M M X M
completion of 2.9 final due date
Three (3) months after 30 days after
211 Disaster Recovery Test Plan and Schedule Commencement and N v $4,000 monthly x X x X 3 X
final due date
annually thereafter
Three (3) months after
) 3 30 days after
212 Security Patch Compliance Report Commencement; on October| = " 5 $5,000 monthly x N/A x N/A N/A x
1st annually thereafter

Notes:

(1) Number of Months before (indicated with a minus (-)) or after (indicated with a plus (+)) Commencement Date (or other specified date) when the Deliverable s due
(2) "N/A" indicates that the Critical Deliverable is not applicable to this Service Component




One Time Critical Deliverables

An "x" indicates the Service Component a Recurring Deliverable will apply to

@)

i g Ii b, Frequen .
Attachment 3-C - . . Final Due A Review [ D . " o . Print & Data
N Critical Deliverable Description (1) N @ Credit MmsI Mainframe Server N Network
Section Reference Date Period Credit' N Mail Center
Applied
30 days after final di
11 Complete Asset Inventory and CMDB Initial Data Population +4 aysal d;; inal cue $30,000 monthly x x x x x X
12 Transition Readiness Plan -1 7 days after final due date $21,000 weekly x x x x x x
- (1) Effective +2 30 days after final due
13 Transition Pl 25,000 monthi x x x X x X
ransition Plan (2) August 19, 2012 date s v
14 Transformation Plan (1) Effective + 4 30 days after final due $25,000 monthly x x x X X X
(2)+4 date
TITEffective +
15 Service Management Manual (21-05 30 days after final due $10,000 monthly x x x x x X
(2b)+15 date
P
16 New Customer Integration Plan 12 30days at:‘:t;f‘"a' due $5,000 monthly x x x M X X
1)+0 30 days after final d
17 Updated Disaster Recovery Plans :Zi e aysal d;; inal cue $27,000 monthly x x x x x x
18 <Intentionally Left Blank > x N/A N/A N/A N/A N/A
=
2)) 1,2013 30 days after final di
19 Consolidated Data Center Network Improvement Plan (2)January 1, ays atter final due N/A monthly x N/A N/A N/A N/A x
(3) April 1, 2013 date
i ;

Notes:

(1) Number of Months before (indicated with a minus (-)) or after (indicated with a plus (+)) Commencement Date (or other specified date) when the Deliverable is due

(2) "N/A" indicates that the Critical Deliverable is not applicable to this Service Component




Recurring Deliverables

An "x" indicates the Service Component a Recurring Deliverable will apply to®?
. . Frequenc )
Attachment 3-C ) . L Final Due Acceptance | Deliverable q 5 Y ) Print & Data
N Recurring Deliverable Description (1) N R 2 Credit MsI Mainframe Server ! Network
Section Reference Date’ Review Period|  Credit A Mail Center
Applies
Annually on 30 days after
21 25,000 thi
Annual Technology Plan July 15th final due date S monthly X X X X X X
22 Annual Transformation Plan Annually on 30 days after N/A monthly x N/A x N/A N/A x
May 1st final due date
N Annually on 30 days after
23 hnol 25,000 thi
i for and Software July15th final due date $ monthly X X X X X X
In accordance with 30 days after
24 Al | Equi t & Soft: Refresh F t 25,000 thi
nnual Equipmen oftware Refresh Forecast Attachment 20-A final due date S monthly X X X X X x
30d ft
25 Annual Security Plan Annually on October 1st | o CoY® aHter $25,000 monthly X x X M x X
final due date
In accordance with 30 days after
2.6 S ity A t Re diati 25,000 monthls X X X X X X
ecurity Assessment Remecliation Attachment 17-C final due date $ v
Upon first anniversary of
N N P 30 days after
2.7 CMDB Configuration Item Reconciliation Commencement; Annually on| $25,000 monthly X X X N/A N/A X
final due date
July 1st thereafter
2.8 < Intentionally Left Blank > X N/A N/A N/A N/A N/A
29 < Intentionally Left Blank > X N/A N/A N/A N/A N/A
Three (3 ths aft 30d s
2.10 Customer Satisfaction Improvement Plan ree )mﬁn s arer y ays arter $25,000 monthly X X X X X X
completion of 2.9 final due date
Three (3) months after
" 30 days after
211 Disaster Recovery Test Plan and Schedule Commencement and N $27,000 monthly X X X X X X
final due date
annually thereafter
Three (3) months after
N N 30 days after
212 Security Patch Compliance Report Commencement; on October y N/A monthly X N/A X N/A N/A X
final due date
1st annually thereafter

Notes:
(1) Number of Months before (indicated with a minus (-)) or after (indicated with a plus (+)) Commencement Date (or other specified date) when the Deliverable is due
(2) "N/A" indicates that the Critical Deliverable is not applicable to this Service Component




